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 A LEBANESE SUPPLEMENTAL EDUCATIONAL SERVICE PROVIDER:  
A CASE-STUDY 
 
CYNTHIA GHORAYEB 
 
Abstract 
 In recent years, there has been a call for providing at-risk students with academic support 
aimed to improve the learning outcomes in schools.  To meet national standards, a surge of 
Supplemental Educational Service (SES) providers propagated having one mission: close the 
achievement gaps of learners who are falling behind at school. This study examines whether a 
Lebanese SES provider significantly improved academic achievement of students in private 
schools Beirut city after having received supplemental educational services.  Through the 
examination of student progress reports, teacher evaluation, parents and school staff 
questionnaires, findings indicate that the Lebanese SES provider positively impacted the 
students’ learning outcomes and improved their academic achievement at school.  
 
Keywords: Supplemental educational services (SES), Level of participation, Mode of instruction, 
Teacher evaluation, Parent and teacher communication, Student academic achievement. 
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Chapter One 
 Introduction 
1.1-Problem Statement 
 In the United States, the No Child Left Behind Act issued in 2001 mandates that districts have 
to provide children who come from low socio-economic minority groups with Supplemental 
Educational Services (SES) (NCLB, 2001 as cited in Harding, Harrison-Jones, & Rebach, 2012).  
The benefits of these services are two-fold: 1) they aim to ensure that children who are at-risk of 
falling behind improve their academic achievement and 2) they ensure that school districts 
educating children from minority groups meet the state national standards as well as maintain 
student progress in the areas of reading and math.  
 In contrast, the Lebanese law does not mandate that at-risk children attending public or 
private sector schools are to receive federal funding for supplemental educational services  
(Al Ashkar, personal communication, October 18
th
, 2012).  Further to that, the field of special 
needs is a relatively recent development in Lebanon and thus has not been extensively researched 
or adopted by the majority of schools.  Few private schools have developed internal special 
needs departments- most of which are not accredited- that charge largely expensive tuitions to 
cater to very basic needs.   Hence, at-risk children from both high and low socio-economic 
groups are left with minimal resources.  This scarcity however, has triggered a surge of 
privatized SES providers to propagate in response to this growing demand.  These providers are 
acting surrogates that can provide children with diversified learning needs services that the 
government cannot offer.  One major drawback to this incipient trend is that those SES providers 
escape the scrutiny of federal law.  On the other hand, the United States’ districts require SES 
providers to abide by standards that have been drawn on the basis of specified criteria.  They are 
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thus evaluated bi-yearly according to these standards to ensure the effectiveness of their services 
(Ross, Potter, & Harmon, 2006).  Yet, in Lebanon, there are no government officials with 
validated models who can run annual evaluations on SES providers’ effectiveness, and hence 
they go unmonitored (Al Ashkar, personal communication, October 15
th
, 2012).  
1.2-Background on the Lebanese SES Provider 
The SES Lebanese provider was founded on July 4
th
, 2010 by two former teachers who had 
worked in various school systems for over six years.  Each of the co-founders had pursued 
bachelor degrees in Education and master’s degrees in the fields of TESOL and special 
education.  After being exposed to the educational climate for a considerable period of time, the 
co-founders began to see the glitches and cracks that intercepted these systems and hindered 
student learning.  What appeared normal and flawless on the surface was actually flawed and 
inconsistent when scrutinized with an introspective lens.  In fact, there was a huge variance 
between the existing schools in greater Beirut; some were elitists conforming to none other than 
their own high standards.  These schools had established “learning support” departments, calling 
them as such to draw the distinction between a department that lends academic support and one 
that caters to special education.  This is because these schools want to maintain a standard level 
of student achievement that preserves a stature of excellence.  Hence, the true mission of their 
learning support department is to discriminate the academically capable from the challenged and 
eventually filter them out.  Other non-elitist schools who claim that they cater to students of all 
needs have established special needs departments and often welcome students who have been 
declined by elitist schools or other schools who have not been successful in catering to their 
needs.  The majority of those special education departments, however, are camouflaged by their 
titles, yet when properly evaluated the quality and efficiency of their structural modals, 
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instructional programs, resources, and working staff come into question. Such departments often 
go uninspected by the law and are set up simply because they generate more elaborate tuitions. 
Parents are often bound by the scarcity of such departments and become desperate when looking 
for programs that will admit their children.  They end up placing their children in such programs, 
simply because they have no other choice.  Such is the condition in Lebanon; a country where 
the government provides no fees for students with special learning needs.    
All the above factors governing the educational climate in Lebanon led the co-founders to 
recognize the need for a SES provider that would offer parents and students what the government 
and the private schools were depriving them of.  The co-founders then worked on a pilot study 
that aimed to develop a SES provider which followed a well-structured model that paralleled 
standards, instruction, and assessment in order to provide high-quality education, guarantee 
student achievement, and align with various school curricula.  Finally, they launched their 
project, and it has been on-going for the last two and a half years. Unlike most SES providers in 
the US, this Lebanese SES provider charges a fee in return for its services. 
1.3-Rationale and significance 
This study is significant and worth investigating because there is a lack of qualitative 
research that has been generated concerning the evaluations of SES providers in Lebanon.  
Furthermore, this study will help shed light on an evaluation model that was constructed to 
closely examine the effectiveness of a Lebanese SES provider and can later act as a stepping 
stone for upcoming SES providers who aim to polish their services without having to go through 
a randomized process of trial and error.   
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1.4-Purpose of Study 
The purpose of this study is to evaluate the effectiveness of a supplemental educational 
service (SES) provider, in Beirut, and its impact on student academic achievement and customer 
satisfaction.  
1.5-Research Questions 
1. Effectiveness.   Does the Lebanese SES provider increase student academic 
achievement in the subject areas of reading and math? 
2. Customer Satisfaction.  Are the schools and parents who receive academic services 
from the Lebanese SES provider satisfied with the quality and results?  
1.6-Operational Definitions 
1.6.1    Supplemental Educational Services (SES) are defined by Springer, Pepper, and  
           Ghosh-Dastidar (2009) as “free tutoring services offered to low income children in  
            low performing schools outside of the hours of the typical school day” (p. 2).  
1.6.2 Level of participation, according to Harding, et al., (2012) refers to “the number 
of hours of supplemental educational service that each student received” (p. 55). 
1.6.3 SES mode of instruction is defined by Harding, et al. (2012) as “the type of 
setting in which the student receives tutoring services” (p. 55). 
    1.6.4     According to Hinchey (2010), “teacher quality refers to teacher characteristics  
                such as education, experience, and beliefs” (p. 3). 
   1.6.5    “Teacher performance refers to what a teacher does, both inside and outside the   
                classroom, and includes such elements as classroom interaction with students and  
                collaborative activity with parents and others in the school community” (Hinchey,  
                2010, p. 3). 
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1.6.6  Hinchey (2010) defines teacher effectiveness as “teacher influence on student    
 learning and includes such elements as student test scores and student motivation”   
 (p. 3). 
1.6.7  “Special education is the segment of the education domain that deals with students 
experiencing difficulties in the regular system. To deal with these students, special 
education has developed a wide array of its own particular methods and 
materials/paralleling the regular education system” (Kavale, 1999, p. 1). 
1.6.8 Hewett (2001) describes the Reggio Emilia Approach to educating young children 
as: “the learner possesses rights, is an active constructor of knowledge, and is a 
social being; the instructor is a collaborator and co-learner along with the child, a 
guide and facilitator, and a researcher; and knowledge is viewed as being socially 
constructed, encompassing multiple forms of knowing, and comprised of 
meaningful wholes.” (p. 95).  
1.6.9 “The PYP is designed for students aged 3 to 12. It focuses on the development of the 
whole child as an inquirer, both in the classroom and in the world outside. It is a 
framework guided by six interdisciplinary themes of global significance, explored 
using knowledge and skills derived from six subjects areas, as well as 
interdisciplinary skills, with a powerful emphasis on inquiry” retrieved from 
http://www.ibo.org/pyp/. 
1.6.10 Deno (1985, 2003) defined curriculum-based measurement (CBM) as a standardized 
procedure used to assess the level and trend of student achievement across the basic 
skill areas. 
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1.7-Conclusion 
After a thorough review of the literature, it is apparent that a number of studies have 
attempted to address the growing demand for SES  providers and very few evaluation models 
have been set up to assess the effectiveness of such providers in the US, specifically.  Chapter 
two will deal with the research that is relevant to the development of SES provider models and 
the components that contribute to their effectiveness.  
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Chapter Two 
A Review of the Literature 
2.1-Introduction 
Throughout the last decade, the relationship between SES participation and academic 
achievement has generated much research through the means of longitudinal and non-
experimental methods (Deke, Dragoset, Bogen, & Gill, 2012). Mainly, several studies have 
aimed to investigate the impact of key variables such as instructional grouping and ratios, the 
frequency of instruction, and teacher effectiveness on the overall performance of SES provider 
programs (Harding, et al., 2012; Ross, et al., 2006) which in return impacts student achievement 
as well as customer satisfaction. This literature review will discuss those variables and how they 
contribute to the effectiveness of an SES provider program.  
2.2-Impact on student achievement  
 A myriad of studies have been geared towards investigating the positive effects of SES 
providers on student achievement (Heinrich, Meyer, & Whitten, 2009).  Chatterji, Kwon and Sng 
(2006) studied early effects on student achievement on a sample elementary school in New York 
by examining results on test scores.  They unveiled that the skills which improved on test scores 
were only those that matched the SES curriculum.  Hence, students only improved on targeted 
skills that were remediated. 
A large scale study implemented by the RAND Corporation (Zimmer, Gill, Razquin, 
Booker, Lockwood, Vernez, & O’Day, 2007) which involved 50,000 participants was carried on 
throughout several districts.  The purpose of the study was to compare achievement standards 
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between SES and non-SES participants.  The results showed that SES participants scored higher 
in math than non-SES participants. 
  Another study which included 10,000 student participants in a large school district 
belonging to grades 3-8 also proved a positive link between SES participation and academic 
achievement (Springer, et al., 2009).  The results of this study were similar to those of Zimmer et 
al., (2007) -mentioned above- which indicated that SES participants scored higher on math than 
non-SES participants.  However, this study further investigated scores in reading between the 
two groups, and results showed no difference between SES and non-SES participants.     
 On the other hand, some of the studies that were implemented have found no evidence for a 
positive relationship between SES participation and academic achievement (Zimmer et al., 
2007).  This is observed in a study conducted by Heinrich, et al., (2009) on a sample size that 
ranged from 400 to 2000 students who were in grades 5-10.  Math and reading test scores were 
used to measure achievement, and results showed no substantial discrepancies in achievement 
before and after SES participation.  The same results were apparent for students in middle and 
high school.  In addition, similar findings were reported in another study designed by Muñoz and 
Ross (2009) who sampled the math scores of 560 participants and reading scores of 2,500 
participants belonging to grades 3-8 as well as grade 10 across public schools in Kentucky.  The 
yielded results indicated no significant differences between the achievement levels of SES and 
non-SES student participants.  Supplementary confirmation of such findings are conveyed in the 
results of a study conducted by Ross et al., (2009) which also revealed no significant gains for 
350 SES participants in reading and an underperformance in math scores of 250 SES 
participants. 
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 Furthermore, two studies that took place in Minnesota both sampled a student population 
that had taken a standardized national test.  The studies aimed to compare the results of those 
who had participated in SES to those who hadn’t.  Converging results of both studies revealed 
that there were no positive effects on student achievement. Correspondingly, a qualitative study 
that was run on schools in Milwaukee reported no effects of SES participation on student 
achievement.  Researchers Heinrich, et al. (2009) attributed those finding to a low level of SES 
participation. 
Hence, in the overall literature tackling SES provider’s impact on student achievement, 
some studies reported positive findings of student achievement, while others revealed no 
discrepancies in achievement.   
2.2.1-Instructional grouping and ratios 
Instructional grouping is an independent variable which impacts the dependent variable of 
student achievement.  In this section several studies are presented, highlighting whether or not 
there is a positive relationship between the two variables.  
The National Research Council (as cited in Harding, et al., 2012) maintains that at-risk 
students are more likely to increase their academic achievement when placed in one-on-one 
instruction mode, thus underscoring that a relationship between the size of a classroom and 
student academic achievement does exist.  Baker, Rieg, and Clendaniel, (2006) assert this 
finding by concurring that the smaller the student groups assigned to one teacher, the better the 
reported performance level.  To further this evidence, a study was conducted to measure the 
reading achievement of students who received one-on-one instruction (experimental group) and 
students who received group-instruction (control group).  Elbaum, Vaughn, Hughes, and Moody 
(2000) reported that the results showed better reading achievement for the experimental group.   
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Moreover, empirical research has been consistent in proving that one-on-one instruction 
is the most efficient means to improve the achievement of at-risk, reading disabled, or learning-
disabled students (Bloom 1984).  In fact, Elbaum and his associates (2000) concur with those 
findings, asserting that individualized instruction is the most guaranteed instructional mode for 
fostering student achievement.  
Thus, all the above studies suggest that there is indeed a positive relationship between 
one-on-one instruction and student achievement. Explicitly, one-on-one instruction is a 
significant variable which leads to an increase in student achievement. 
2.2.2-Frequency of Instruction 
Another independent variable that has an effect on student achievement is the frequency of 
instruction at a SES provider. Certain studies described below have investigated this variable and 
reported its impact on academic progress. 
 Harding et al., (2012) investigated the relationship between the frequency of student 
participation at an SES provider and their level of achievement in both math and reading.  
Results showed a positive relationship between the two variables. Hence, when the number of 
SES hours increases, student achievement improves.  Similar results were derived in a study 
conducted by Zimmer and his colleagues (2007) on students who had a high frequency of 
participation at an SES provider and those who did not participate at all.  Students with high 
levels of participation demonstrated increased achievement over the control group.  
 A few years in retrospect, Heinrich et al. (2009) had examined the relationship between 
student achievement on standardized test scores and the total number of SES hours they receive 
and reported results that paralleled those of Harding et al. (2012).  Their findings indicated that 
with every additional SES hour, there was an increase in test scores. 
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From the studies reported above, it is apparent that there is a positive relationship between 
the number of SES hours that a student participates in and academic achievement. Precisely, the 
more the number of participation hours increases, the more academic achievement improves. 
2.2.3-Teacher effectiveness & evaluation 
 It is recurrent in the literature that teacher productivity has much gravity on student learning 
(Rockoff, 2004).  Yet, there is a deficit in the research when it comes to isolating those very 
attributes of productivity that foster student learning and discriminating the more productive 
from the less productive teachers (Harris & Sass, 2006).  The research detailed in this section and 
the two consecutive sections attempts to isolate teacher attributes in terms of teacher 
performance and quality that most likely have a positive impact on student achievement. 
 A study conducted by Harris and Sass (2009) examined teacher characteristics that best 
enhanced student achievement.  The researchers derived their data from interviews with 30 
principals.  The results showed a weak link between teacher contributions to student learning and 
teacher characteristics which pertained to credentials or experience.  There was also no 
significant link between further traits such as “caring, motivation, enthusiasm, and ability to 
work well with others” (Harris & Sass, 2009, p. 27) and student achievement.  However, a 
correlation was found between teacher characteristics such as “intelligence, subject knowledge, 
and teaching skills” (Harris & Sass, 2009, p. 27) and student achievement.  Nonetheless, school 
principals included in the study acknowledged the three characteristics formerly mentioned as 
important contributors to student achievement, yet they also emphasized the significance of 
teacher characteristics which allowed them to foster interpersonal relationships with school staff 
and parents, and care of students.  
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Furthermore, according to Darling-Hammond (1998) and Elmore (2000), studies have 
proved that teacher credentials, their proficiency in the subject areas they teach, and the 
efficiency of their classroom instruction are direct contributors to student achievement. 
 It is indeed apparent from the studies orchestrated by Harris and Sass (2009), as well as 
Darling-Hammond (1998) and Elmore (2000) that certain teacher attributes foster student 
learning. Hence, selecting teachers with those attributes or even training teachers to foster those 
attributes can create a climate of better student learning. In fact, a review of the literature reveals 
that policymakers are advised to use evaluation systems that promote the ongoing progress of 
teachers and filter out teaching staff that are incapable of making progress. However, as 
mentioned earlier, the limitation of employing teacher evaluation systems stems from the fact 
that research has not yet singled out any definitive strategies to be employed.  This sheds light on 
the ever-present problem of crafting effective evaluation systems which is intricate and largely 
debated.  
Moreover, despite the current trends in educational leadership which advocate that 
principals should conduct ongoing classroom evaluations of their teachers, most administrators 
are inconsistent in their performance of such duties (Elmore, 2000; Marshall, 1996, as cited in 
Goldstein & Noguera, 2006).  The reasons for this are that principals are too preoccupied with 
other things (Copland, 2001), some do not possess the knowledge or awareness to conduct such 
evaluations (Darling-Hammond, 1998), or others simply want to avoid the likelihood of 
administrator/teacher conflict (Bridges, 1986).  
Finally, Hinchey (2010) offers a more in-depth look on teacher evaluation which can act as a 
stepping stone to set evaluators on the right track when formulating their own systems. He 
dichotomizes teacher assessment into two categories: summative and formative. Summative 
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assessment involves collecting information to make a decision on whether to promote or dismiss 
a teacher, while formative assessment aims at collecting data to improve teacher performance.  
Maintaining an excellent teaching staff not only requires weeding out the bad teachers and 
keeping the good ones but also requires that teachers are afforded proper training which helps 
them improve their performance. Hinchey (2010) offers more insight on successful teacher 
attribute which enhances better learning by stating that most recently researchers have isolated 
two categories which pertain to teacher evaluation, and those are specified as teacher quality and 
teacher performance. 
2.2.3.1-Teacher quality 
 Teacher quality refers mainly to characteristics that teachers carry with them into their 
designated classrooms such as their teaching experience, educational backgrounds, and their 
license and certification, etc.  Those are important characteristics to reflect upon when 
administrators decide to employ teachers (Hinchey, 2010). 
 Moreover, another characteristic that falls under the category of teacher quality is teacher 
beliefs about students’ abilities to learn.  This factor can greatly mold classroom practices, and 
research has shown that there is a direct link between academic weaknesses and teacher’s 
preconceptions that are negative such as the student’s color or socio-economic background 
(Hinchey, 2010). 
Teacher quality and student achievement 
 Despite a plethora of research that has been explored and published on teacher qualifications 
and student achievement, there is an on-going controversy among educational researchers and 
policy makers over the definite teacher qualities that are most likely to ameliorate student 
achievement (Darling-Hammond, 1998; Elmore, 2000).  In North California, data documented 
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over a ten-year span was derived on all students and teachers, and its analysis confirmed 
evidence that experiences and licensed teachers are most likely to impact student achievement. 
Morever, this impact was more pronounced in math scores rather than reading (Clotfelter, Ladd 
& Vigdor, 2007). 
Concurrent findings in a quantitative/qualitative study analysis of data which examined the 
impact of teacher qualifications on student achievement also indicated that the former does 
indeed positively impact the latter (Darling-Hammond, 1999). In fact, the study revealed that a 
strong relationship existed between teachers who were certified and well-prepared and student 
achievement in both math and language arts. Hence, study implications suggested that adopting 
policies that restrict states to hire more certified and professional teachers can ensure teacher 
quality and performance. 
Conclusively, in the appraisal of teacher quality, certified teachers with a major in the 
field are more likely to impact student achievement than those who are higher ranking in degrees 
(e.g. master’s degree).  This is because higher ranking degrees tend to branch out into a myriad 
of different specialties most of which can be administrative and very far off from teaching 
(Darling-Hammond, 1999). 
2.2.3.2-Teacher performance 
 Teacher performance refers to the practices a teacher engages in within and outside the 
classroom parameters, and according to Hinchey (2010) those include effective planning, 
keeping up a positive classroom environment, communicating with learners, and offering 
constructive feedback.  On the other hand, participation outside the classroom involves practices 
like student advisory, partaking in committees and other school events, and maintaining a 
communication flow with parents. 
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Hinchey (2010) also suggests that teacher performance should be assessed against a set of 
established evaluation criteria.  More specifically, Goe, Bell and Little (2008) highlight those 
criteria as: 
The use of multitude of resources to plan and structure engaging learning opportunities;  
monitor student progress formatively, adapting instruction as needed . . . collaborate with 
other teachers, administrators, parents, and education professionals to ensure student 
success, particularly the success of students with special needs and those at high risk for 
failure (p. 4).   
Further to this, Kennedy (2008) adds more criteria which pertain to classroom teacher 
performance such as: “being organized, providing clear goals and standards, [and] keeping 
students on task”.  She also contains “interacting with colleagues and parents, planning a 
curriculum that engages students, providing supervision to the chess club” (p. 4) as out-of-
classroom practices. 
Rowan, Chiang and Miller (1997) suggest that teacher performance is directly linked to 
three components: subject-matter knowledge, teaching strategies, and teachers’ motivation.  To 
further this hypothesis, a sample of 5,381 students’ achievement in mathematics was analyzed 
and results proposed that teachers who have a degree in mathematics, who were highly 
motivating and who employed effective teaching strategies impacted positively student 
achievement.  In addition, many school principals who have difficulties recruiting “high morale” 
talented teachers resulted in producing low-achieving students.  
2.3-Measuring student achievement  
In this current study, student achievement is a dependent variable impacted by the SES 
provider, and it is in itself a measure of the effectiveness of the SES provider. Therefore, it is 
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important to introspect how student achievement is measured in order to understand the overall 
effectiveness of the SES provider. This section will describe student progress monitoring as a 
plausible screening tool for student weaknesses and progress.   
In their meta-analysis of experimental controlled studies that have researched student 
progress monitoring, Fuchs and Fuchs (1998) summarized that teachers who resort to systematic 
means of student progress monitoring can better discriminate students with differentiated 
learning needs, plan better instructional programs, and ensure better student achievement. 
Student progress monitoring through curriculum-based measurement was first devised to 
measure the progress that special education students were making on certain skills, but later on, 
research condoned its use as a valid assessment tool for early literacy programs (Good, 
Simmons, & Kameenui, 2001).  Deno (2003) also validates its use in the identification of 
students who are at-risk within the general education classroom.  Moreover, in their study, Baker 
and Good (1995) have reported the validity and reliability of student progress monitoring in 
assessing English Language learners.  Moreover, Shinn, Shinn, Hamilton, and Clarke (2002) 
suggest that curriculum-based measurement or CBM can be used as a screening tool in 
mainstream schools to distinguish students with learning difficulties and plan intervention 
programs to remediate their learning gaps. However, despite its renowned validity in predicting 
student progress in the field of special education, curriculum-based measurement is seldom 
employed.   
In a study conducted by Fuchs, Martson and Shin (2001), findings advocate the importance 
of using CBM as a continuous method for measuring student achievement for both students with 
special and general needs.  Their findings concluded that the same academic growth was evident 
in student with learning disabilities and their regular classroom classmates. 
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In short, CBM is a reliable and valid screening tool that can be used to screen students with 
learning disabilities, monitor student progress and achievement, and aid in planning instructional 
curricula.  
2.3.1-Standardized achievement tests vs. curriculum-related measures 
This section provides an overview of the research that was conducted to compare the 
effectiveness of CBM, also known as student progress monitoring, to other tools that are 
employed to measure student achievement. 
Curriculum-based measurement proved to be a better detector of student progress in a study 
that compared it to standardized testing.  The results showed that curriculum-based measurement 
is a better measuring tool and had a more positive relationship with criterion-based measures of 
student-progress (Marston, Fuchs, & Deno, 1986).   
In another study with a sample of 77 third grade students, four different evaluation tools to 
assess progress in reading were administered: CBM reading probes, a maze, a group-
administered standardized achievement test, and reading subtests of the Woodcock-Johnson-III.  
The purpose of the study was to compare the different tools and single out the best combination 
that is most sensitive to student progress (Shinn, et al., 2002).  Results revealed that CBM is a 
better predictor of student achievement than maze and other norm-referenced standardized tests. 
  Conclusively, in the two studies mentioned above, CBM was a more accurate and reliable 
predictor of academic achievement than other tools -which encompass standardized tests- that it 
was measured against.   
2.4-Customer satisfaction 
 Brunner, Stocklin and Opwis (2008) defined customer satisfaction as consisting of an 
emotional reaction in which “customers compare the result to their expectations prior to purchase 
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or consumption” (p. 1097).  In the educational field, customer satisfaction refers to the parents’ 
perspective towards a school or an educational program.  
In a study conducted by Solmon (2002), 11,777 parents were surveyed and asked about their 
satisfaction with the school’s program, mission, facilities and discipline on an “A+” to “F” scale.  
The findings suggested that 66.9 percent of parents gave the school that their child attends an 
“A+” or “A” to the areas pertaining to academic programs and teaching.  However, they were 
less satisfied when it came to the school’s facilities or its financial stability.  Hence, the weak 
areas that needed improvement are to be enhanced by the school’s administration in order to 
keep the parents satisfied. 
In another survey conducted on 17 charter schools and 2,137 parents, client satisfaction was 
inspected in many areas such as: school environment, academic programs, school culture, school 
support services, teachers, and administrators.  The results indicated that 90% of the parents were 
satisfied with the schools’ performance; quality programs, quality teachers, and school 
environment.  Findings also suggested that unsuccessful schools failed to monitor parents’ 
satisfaction.  Hence, states are starting to impose parent satisfaction survey since they act as 
informants of internal policy making and school programs (Wohlstetter, Nayfack & Mora-Flores, 
2008). 
The inclusion of customer satisfaction in the overall evaluation of educational systems lies 
in the importance of determining the effectiveness of that educational system from a primary 
observer which is the client.   
2.5-Communication with and feedback from parents 
The perspectives of parents are paramount in affording an overall picture on the 
effectiveness of a SES provider as well as aiding in student achievement, since they are a SES 
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provider’s most significant clients and the closest parties to the students receiving services.  
Measuring the perceptions of parents allows insight into the provider’s effectiveness, along with 
details that indicate service delivery.  Parents can also share their reviews on a particular 
provider to help other parents decide whether to place their kids or not. One drawback in 
studying the perceptions of parents on the effectiveness of a SES provider, however, is that 
parents often have no other index of reference if they have not previously tried other providers.  
Hence, they cannot truly assess the quality of the services their children are receiving.  
Moreover, due to this limitation, data collected from surveys and interview is not entirely valid 
as the population of parents is not accurately sampled (Ross, et al., 2006).   
Furthermore, communication with parents and SES providers has impacted positively on 
student achievement. Collective evidence suggests that PI (parental involvement) ameliorates 
student achievement literature (Cox 2005; Desforges and Abouchaar 2003; Fan and Chen 2001; 
Jeynes 2003, 2005; Pomerantz, Morrman, & Litwack, 2007).  In fact, this has also been proven 
in a study conducted by Hattie (2009) which concluded that PI has a substantial influence on 
student achievement.  
Apart from improving student achievement, there are many other positive influences that 
PI exercises on parents, learners, and teachers.  With additional PI, the mental health, behavior, 
attendance, and attitudes of learners are said to improve.  For teachers, the parent-teacher 
relationship develops, the teacher’s self-esteem boosts and the school climate improves.  As for 
parents, they tend to become more confident about their parenting skills when they are involved 
in their child’s education (Hornby & Whitte, 2010).  
Tinto (2000) suggests that student success is contingent on offering student feedback that 
comes with consistent monitoring. In fact, students thrive in environments where they 
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themselves along with the members of the faculty and staff are receiving constant feedback on 
their performance. 
In summation, communication with parents offers two main benefits: 1) parental 
involvement which promotes student learning (Cox 2005; Desforges & Abouchaar 2003; Fan & 
Chen 2001; Jeynes 2003, 2005; Pomerantz, et al., 2007; Hattie 2009) and 2) better feedback on 
customer satisfaction which can allow an SES provider to improve its services (Ross, at al., 
2006).   
2.6-Communication with and feedback from school staff 
School principals and teachers can also provide significant feedback on student progress 
which in turn can assess the effectiveness of a provider’s services.  Furthermore, they can decide 
to what extent a SES provider can collaborate with the relevant school staff to assess a student’s 
gaps and needs, ensure parallel instruction with the school’s curriculum, and correspond with the 
school to exchange feedback on the student’s performance. One limitation to teacher’s 
perceptions on provider’s effectiveness, however, is that they are not there to directly monitor the 
quality of the services, and hence can only offer second hand feedback (Ross et al., 2006). 
 Barley and Wegner (2010) stress that successful relationships between schools and SES 
providers assist in improving communication hence better coordination between the two and 
proficient service delivery by the SES provider.  Successful communication can encompass face 
to face meetings, letters or e-mails, phone calls, etc.  When both parties open a channel of 
communication, student achievement in schools and at the SES provider improves. 
 Moreover, Saifer and Speth (2007) reveal that many SES providers are labeled as 
unsuccessful since there is a lack of communication between the school, parents and the 
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provider.  Sharing information between teachers and the providers about curricula, programs, 
teaching strategies, and student progress are absent which renders the provider ineffective.   
 
2.7-Conclusion 
 In brief, this review of the literature indicates the importance behind each element in 
evaluating a SES provider.  Moreover, it exposes the complexity behind the selection and 
placement of all the components that are crucial in constructing an effective evaluation system.  
To assess whether a SES provider is positively impacting students’ achievement, it is significant 
to explore the variables impacting student achievement: mode of instruction, frequency of 
instruction, teacher effectiveness, as well as communication with schools and parents.  Customer 
satisfaction is also important in determining the effectiveness of a SES provider bother from the 
perceptions of parents and school administrators.  All the areas mentioned in the literature review 
are later tackled in chapters three and four, the methodology and results sections respectively. 
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Chapter Three 
Methodology 
3.1-Introduction 
This section involves a detailed description of the complex evaluation model that was 
designed by the researcher. It entails the listing of the dependent and independent variables, a 
rationale for the sampling techniques, and the validity and reliability of the instrumentation that 
was selected to measure each variable.  
3.2-Research design 
The current study is based on a qualitative and quantitative mixed research design which will 
measure the impact of a Lebanese SES provider’s services on two dependent variables: student 
achievement and customer satisfaction.  Fraenkel and Wallen (2008) state that “researchers 
who are interested in the quality of a particular activity”, the quality of the Lebanese SES 
provider in the current study, resort to the use of qualitative method.  In fact, “research studies 
that investigate the quality of relationships, activities, situations or materials are frequently 
referred to as qualitative research (p. 422).  The qualitative method employed in the current study 
is the student progress report which details the learner’s academic achievement and progress.  In 
addition, this research design is based on a quantitative/experimental research in which “the 
investigator attempts to clarify phenomena through carefully designed collection and controlled 
data” (Fraenkel & Wallen, 2008, G-7).  The two quantitative instruments used in this study are 
questionnaires for both parents and school staff and the teacher evaluation form.   
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3.3-Instrumentation 
The key element behind using methods or instruments is to "gather data which are to be used as 
a basis for inference and interpretation, for explanation and prediction" (Cohen, Manion, & 
Morrison, 2000, p. 44).  In the current study, four instruments are used: student progress reports, a 
teacher evaluation form, parent questionnaires, and school staff questionnaires.  Fraenkel and Wallen 
(2008) define an evaluation form or a rating scale as “a measured judgment of some sort” that can be 
rated according to a behavior rating scale (p.116).  In addition, according to Elander and Rutter 
(1996), questionnaires are long-established and highly-valued behavioral screening tools that are 
both valid and reliable in many different areas.   
Those instruments measure the two dependent variables previously mentioned.  A thorough 
description of each instrument will be discussed below.   
The model below illustrates two groups.  The first group encompasses the independent variables 
that impact student achievement which in turn impacts the overall effectiveness of the SES provider.   
These variables include: level of participation, mode of instruction, teacher effectiveness, 
communication with parents, and communication with schools.  The second group encompasses the 
independent variables that directly impact the overall effectiveness of the SES provider. These 
variables include feedback from school staff and feedback from parents.  Each independent variable 
illustrated in the figure is measured by an instrument which assesses the degree of its impact. 
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Figure 1. Components of a comprehensive SES Evaluation/Modeling Plan 
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3.4-Student achievement 
  The first dependent variable is student achievement and it is impacted by 5 other independent 
variables: 
a) Level of participation b) Mode of instruction c) Teacher effectiveness d) Communication 
with parents e) Communication with schools  
These 4 variables will also be measured in order to determine the extent of their impact on 
student achievement.  
3.4.1-Sample measuring student achievement 
The sample that is used to measure student achievement is based on a case study.  The 
latter is “an approach in which a group of people is studied extensively and varied data are 
collected and used to formulate interpretations applicable to the specific case collection” 
(Fraenkel and Wallen, 2008, p.13).   The case study involves 2 elementary school students and 1 
middle school student. Each student case is described in further detail below. 
Student Age Grade 
level 
Level of 
Participation 
Total 
Number 
of hours 
Mode of 
Instruction 
Learning 
Disability 
Service 
Received 
A 8 2 2 hrs/week 35 One-on-one None Critical 
Reading 
B 7 1 4 hrs/week 61 One-on-one ADD Phonics 
C 12 6 4 hrs/week 34 One-on-one ADD Math 
 
Background on Student A  
Student A is an eight-year-old male currently attending an elementary grade three level at an 
American school that is considered to be one of the top-notch elitist schools in Beirut.  This 
school follows a Reggio Emilia approach.  
 He was first referred to the SES provider in December 2011 by his school counselor who 
had formerly been notified by his homeroom teacher of his academic weaknesses in language 
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arts.  At first, student A underwent a global assessment by a well-renounced specialist who 
documented his weaknesses in language arts, and they were specifically localized in the area of 
passage comprehension.  Student A was then admitted to the SES provider whereby an action 
plan was constructed to cater to his learning needs.  Over the period of four months, student A 
received a total of 35 hours of remediation in critical reading at the SES provider all of which 
covered the objectives detailed in his action plan.  This plan was centered on a metacognitive-
reading strategies approach, and it was supported by the rationale which claims that research 
findings have revealed improved reading comprehension abilities in students who have received 
meta-cognitive strategy instruction (Paris & Oka, 1986; Cross & Paris, 1988).  
Background on Student B 
 Student B is a seven-year-old female who attends second grade at another elementary 
American curriculum-based elitist school in Beirut.  This school follows the PYP approach 
(Primary Years Program).  Notable weaknesses were first reported by Student B’s teachers who 
specified a lack of sustained concentration in independent tasks and dire weaknesses in the 
acquisition of literacy skills (reading and writing).  She was indeed not meeting grade level 
expectations.  These concerns led to a clinical assessment which diagnosed her with ADD 
(attention deficit disorder).  Medication to help improve her attention span was prescribed by the 
specialist who had assessed her.  Furthermore, when she was first placed on the medication, her 
teachers reported notable improvement in her attention sustainability and progress in her literacy-
skills acquisition.  Yet, the benefits of the medication did not persist for long, as student B was 
later forced to refrain from taking it because it posed a danger to the overall functioning of her 
heart.  As a result, she was incapable of maintaining her improved attention span and her 
literacy-skills acquisition stagnated and then regressed.  By early March 2012, student B was on 
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academic probation and her parents were told that the school board was still undecided about 
whether to promote her to grade two or ask that they start searching for another school that had a 
special education department which could address her learning needs.  As a last resort, it was 
then suggested that Student B receive services at the SES provider in order to teach her focus 
strategies and offer her remediation in the area of literacy.  An extensive action plan was then 
designed for student B, whereby she would receive daily remediation in reading and writing 
through the use of a systematic and explicit phonics program entitled Seeing Stars.  The rationale 
behind the use of a specialized phonics program stemmed from the research findings of 
Fooreman and Moats (2004) who conducted a meta-analysis on 1962 studies on phonemic 
awareness and 1373 studies on phonics.  Empirical evidence suggests that phonemic awareness 
and phonics have to go hand-in-hand in the early stages of reading instruction.  Implications of 
this study aligned with Snow, Burns and Griffin, (1998), confirming that successful oral 
language instruction should capitalize on phonemic awareness, comprehension, vocabulary, 
alphabetic coding, fluency in word recognition, text processing, spelling, and writing.  
Furthermore, Snow et al. (1998) underscored the importance of integrated explicit phonics 
instruction in teaching reading for meaning.  Hence phonics that is taught explicitly and not in an 
embedded manner can prevent reading difficulties.  
Student B received literacy instruction from March 2012 till June 2012.  She has participated in a 
total number of 61 hours of literacy remediation. 
Background on Student C 
 Student C is a sixth grade male attending yet another American curriculum-based school that 
was founded in 2006 and is currently on the rise.  Prior to this young school, he attended a top-
notch elitist school, but eventually he had to transfer to this current educational institution after 
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being diagnosed with ADD (attention deficit disorder).  His former school suggested the move 
would be a wiser choice since they could no longer accommodate his learning needs.  He has 
been attending his current school for the past 5 years, and his major academic weakness lied in 
the area of math.  He was thus referred to the SES provider to receive services in the relevant 
subject area.  An action plan was drawn out for student C, and it detailed objectives that 
pertained to all his identified weaknesses from the grade 5 school curriculum.  The student 
received an intensive math course throughout the two-month period of his summer vacation in 
2012 whereby he received a total number of 34 hours of math remediation.     
3.4.1.1-Rationale for the sampling technique 
This case study convenience sample was particularly selected due to its accessibility.  The 
parents granted the researcher permission to implement the following study on their children and 
thus a parental consent form was signed by the students’ parents.  The selected participants are 
Lebanese students who have different learning gaps in the different subject areas (math/English) 
and adequately serve the purpose of the study. 
3.4.1.2-Validity of the sampling technique 
This case study convenience sample cannot be generalized because it is not considered a 
valid representation of the SES client-population.  Yet, according to Eisenhardt (1991, as cited in 
Dyer & Wilkins, 1991) case studies act as powerful resources to support theories, since they 
promote replication and grounds to build on specific cases.  Fraenkel and Wallen (2008) go on to 
argue that “case studies are often considered more compelling, and they are more likely to lend 
themselves to valid generalization” (p. 431).  Furthermore, they state that due to the difficulty in 
selecting randomized or systematically nonrandom samples, a researcher can resort to 
convenience sampling.  The advantage of this is that it grants the researcher a level of 
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convenience; however, the disadvantage is the bias that stems from that sample which cannot be 
representative of a larger population (Fraenkel & Wallen, 2008).    
3.4.2-Instrument measuring student achievement 
This section will discuss the instrument that was used to measure the dependant variable of 
student achievement which is a student progress report, the rationale for its selection, and its 
validity. 
3.4.2.1-Student progress report 
Student achievement in itself will be measured through a cumulative progress report which 
will evaluate the student’s academic performance against a compendium of objectives that were 
compiled into an action plan and implemented to remediate the student’s learning gaps.  These 
objectives were designed after an informal screening of the student’s learning gaps was 
conducted at the SES provider.  The results of the informal screening along with feedback on the 
students weaknesses reported by the school served as a basis for setting up a framework for these 
academic objectives.  This student progress report is a culmination product of the systematic 
student progress monitoring (CBM) that was conducted all throughout the intervention in order 
to measure and document student progress.  This lends more validity to the student progress 
report since it renders it a two-fold instrument: student progress monitoring and student progress 
report (see appendix IV for student progress report sample). 
Rationale for instrument’s selection 
            This cumulative progress report was selected as an instrument to measure student 
achievement due to its user friendly nature.  It is both easy and quick to use in the evaluation 
process, and it also includes both a rating scale which enables the user to rate the student’s 
performance on each assigned objective in accordance to 3 evaluation criteria 1) mastered, 2) 
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progressing, 3) not achieved.  It also enables the teacher to instill his/her subjective feedback on 
the student’s overall performance.  Furthermore, the progress report is a compilation of 
objectives that have been derived from the standard national curriculum, the school’s curriculum, 
and the SES’s individualized curriculum.  It is the most convenient instrument to be used, since 
there are no standardized tests that have been designed to measure the performance of a 
Lebanese student against a selected norm.  
Validity and reliability of the instrument 
Even though the instrument has not been validated across a sample population, it does 
parallel the instructional plan that was preliminarily implemented to remediate the student’s 
learning gaps.  Hence, it is measuring the intended learning outcomes.  The rating scale that it 
hosts also leaves little room for bias, since there is a discrepancy between the evaluation criteria.  
This means that the learner will only be rated as “mastered” on an objective when he/she 
performs that task with no mistakes.  This scale also lends the instrument reliability because if 
the student is tested by another examiner the results would yield the same evaluation criteria.  
The only inconsistencies would reside in the commentary section as it is subject to different 
perceptions.  Furthermore, this tool is both valid and reliable since monitoring student progress 
promotes better student learning and an awareness of their performance. It also promotes better 
teacher decision making. In fact, the last 30 years of research on this topic has proven the 
validity and reliability of student progress monitoring as a predictor of successive student 
performance, and hence it is a useful tool in prospective teacher decision making (Deno, 2003). 
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3.5-Instruments measuring the independent variables impacting student 
achievement 
This section will further discuss the instrumentation used to measure the five independent 
variables which impact student achievement: mode of instruction, level of participation, teacher 
evaluation, communication with parents, and communication with school staff.  Each 
independent variable will be measured by a particular instrument.  
3.5.1-Student time table 
The level of participation indicates the frequency of instruction the student engages in at the 
SES provider.  It is measured through a time table which will record the number of hours a 
student receives the service during a set time frame.  Mode of instruction or instructional 
grouping and ratios indicates whether a student is receiving instruction within a group setting or 
a teacher-to-student setting.  This is also documented in the student’s time table (see p.25). 
Record-keeping of student participation at an SES provider is significant in both the study of the 
provider’s effectiveness and in lending implications for increasing the academic achievement of 
students (Harding, et al., 2012). 
3.5.2-Teacher evaluation form 
The effectiveness of the teaching staff will be evaluated using a teacher evaluation rating 
scale that is specifically designed by the researcher and in accordance to two of the categories 
that contribute to effectiveness and that are essential when considering teacher assessment 
(Hinchey, 2010): teacher quality and teacher performance. 
When both teacher performance and teacher quality meet the appropriate standards on the rating 
scale and co-align with positive student achievement, the deduction that can be made is that the 
teacher effectiveness is also positive.  This is also supported by Hinchey (2010) who claims that 
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teacher effectiveness is the by-product of his/her performance, and one of its many fruits is 
student achievement.  Furthermore, this instrument rates teachers according to four categories: 1) 
planning and preparation, 2) instruction, leadership, and management, 3) Assessment, 4) 
professional attributes and responsibilities. Each category has a set of performance criteria which 
the researcher will rate the behavior of the teacher in accordance to. There is a total of 50 
performance criteria within the entire rating scale and they are rated as either “not meeting 
expectations”, “meeting expectations”, or “exceeding expectations”.  These qualitative measures 
can also be computed as numerical scores which are 0, 1, and 2 respectively.  Hence, the total 
score of a teacher who is rated as “exceeding expectations” on all of the performance criteria 
would amount to 100 points.  There are 3 ranges that teachers can fall between: “exceeding 
expectations” which is equivalent to 70-100 points, “meeting expectations” which is equivalent 
to 31-69 points, and “not meeting expectations” which is equivalent to 0-30 points.  Finally, the 
total number of points scored in each of the aforementioned categories can be computed to reveal 
the teacher’s areas of strengths and weaknesses.  Thus, evaluators can use those indicators as a 
basis to plan recommendations and train teachers accordingly. 
Table 1 
 
Sample rubric from the teacher evaluation form 
 
1. Planning and Preparation: ______ 
  
Exceeding Expectations (6-10) Meeting Expectations (3-5) Not Meeting Expectations (0-2) 
 
2. Instruction, Leadership and Management: _____ 
 
 Exceeding Expectations (43-66) Meeting Expectations (21-42) Not Meeting Expectations (0-20) 
 
3. Assessment: _____ 
 
Exceeding Expectations (4-6) Meeting Expectations (2-3) Not Meeting Expectations (0-1) 
 
4. Professional Attributes and Responsibilities: _____ 
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Exceeding Expectations (11-18) Meeting Expectations (5-10) Not Meeting Expectations (0-4) 
 
 
Total Score 
 
 
100 
 
Exceeding Expectations (70-100) Meeting Expectations (31-69)Not Meeting Expectations (0-30) 
 
3.5.2.1-Rationale of the instrument 
Planning and preparation 
The performance criteria 1-5 that fall under the planning and preparation category are 
significant as they assess teacher effectiveness. According to Hinchey (2010), effective planning 
is a significant predictor of teacher effectiveness. 
Table 2 
Sample items taken from the teacher evaluation form 
 
Planning and Preparation  
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1. Demonstrates punctuality by arriving at least 15 minutes prior to 
the lesson. 
   
2. Obtains and organizes equipment and materials for instruction.    
3. Identifies lesson objectives in the feedback report prior to the 
lesson. 
   
4. Adapts and plans objectives according to the internal feedback 
report. 
   
5. Begins the session on time.    
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Instruction, leadership and management 
The second category of instruction, leadership and management involves 33 performance 
criteria which pertain to teacher performance and teacher quality.  According to Goe et al. 
(2008), the use of multitude of resources to execute instruction and adapt it according to student 
needs is significant to ensure student success.  Hence, students ought to be rated according to 
these criteria, as the whole point to evaluating a teacher’s instructional capabilities is to 
guarantee student success.  
Table 3 
Sample items taken from the teacher evaluation form 
 
Lesson Introduction 
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1. Establishes set: begins lesson by reviewing prior learning, identifies 
expectations, provides an overview, and relates the lesson to previous 
learning as appropriate.  
  
 
General Lesson Development    
2.  Provides clear directions, instructions and explanations.    
3.      Incorporates strategies for motivating students using motivating  
         attention grabbers. 
   
4. Demonstrates subject matter competence, knowledge, and skill during 
instruction. 
  
 
5. Directs efficient transitions between lessons and from one activity to the 
next. 
  
 
6. Uses a variety of instructional strategies to address desired outcomes, 
subject matter, varied learning styles and individual needs. 
  
 
7.      Promotes error-handling by allowing the student ample opportunities   
         for self-correction. 
  
 
8.      Uses appropriate materials and resources.     
9.      Integrates information and assistive technology into instruction where   
         appropriate. 
  
 
10.   Organizes content into appropriate components and sequences for  
         instruction. 
  
 
11.   Plans relevant content and activities sufficient for the time allotted.    
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12.   Evaluates each objective upon completion. 
 
  
 
Communication     
13.    Uses clear, fluent, and grammatically correct spoken and written  
          language. 
  
 
14.    Uses vocabulary appropriate to students’ age, background, and interests.    
15.    Uses a friendly, motivating, and dynamic tone.     
Questioning and Discussion    
16. Asks clearly phrased, well-sequenced questions at a variety of cognitive 
levels. 
  
 
17. Provides appropriate “wait-time” after posing questions.    
18. Seeks clarification and elaboration of student responses, where 
appropriate. 
  
 
 
Assessment 
In the assessment category which encompasses three performance criteria, Deno (2003), 
asserts that monitoring and assessing student progress leads to better teacher decision making 
and predicts better student performance. 
Table 4 
Sample items taken from the teacher evaluation form 
 
Assessment  
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1. Assesses student learning using a variety of appropriate assessment 
techniques and instruments (e.g., observations, conversations, questioning, 
performance-based and written assessments). 
  
 
2. Provides timely and effective feedback on learning to students (using 
informal feedback and daily feedback report). 
  
 
3. Maintains accurate records of student progress, weaknesses, and concepts to 
be reinforced (use of internal feedback sheet during several instances- 
minimum of 2 times) 
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Professional attributes and responsibilities  
In the category of professional attributes and responsibilities, there are 9 items with the 
underlying rationale of teacher quality. According to Hinchey (2010), teachers’ perceptual bias 
can greatly hinder student learning. Similarly, Gorham and Christophel (1992) assert that 
teacher’s negative appearance is a demotivator of student performance.  
Table 5 
Sample items taken from the teacher evaluation form 
 
Professionalism  
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1. Presents a professional appearance and manner.    
2. Demonstrates an interest in and a commitment to the teaching profession.    
3. Establishes professional relationships with staff members at the center.    
Professional Growth    
4. Uses the results of student assessment and feedback to improve teaching 
practices and guide professional growth. 
   
5. Responds appropriately to feedback from others by listening, interpreting,  
       and implementing suggestions. 
   
Ethical Conduct    
6. Respects the dignity and rights of all persons without prejudice as to race, 
religious beliefs, color, gender, sexual orientation, gender identity, physical 
characteristics, disability, marital status, age, ancestry, place of origin, place 
of residence, socioeconomic background or linguistic background. 
   
7. Does not divulge information received in confidence or in the course of 
professional duties about a student except as required by law or where to do 
so is in the best interest of the student.  
   
8. Acts in a manner that maintains the honor and dignity of the profession.      
9. Does not speak on behalf of the administration unless authorized to do so.     
 
3.5.3- Parents and school staff questionnaires  
This variable will be measured by two different and separate questionnaires which also 
speculate the dependent variable of customer satisfaction.  One will be completed by parents 
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who are the primary clients of the SES provider, and the other will be completed by school staffs 
who work in collaboration with the SES provider.  Both questionnaires will shed light on the 
level of involvement that the SES provider partakes in communicating with clients and the 
schools that their children attend. Further information on the sampling rationale and validity of 
these instruments will be provided in the section below which pertains to the dependent variable, 
customer satisfaction. 
3.6-Customer satisfaction 
The second dependent variable that will be measured in this study is customer satisfaction. 
Two questionnaires will be used to measure this variable: a parent questionnaire and a school 
staff questionnaire.  A more in-depth description of the sampling and instrumentation used to 
examine this variable is provided in the subsequent sections.  
3.6.1-Parent questionnaire 
The parent questionnaire is a two-page pamphlet that was designed by the researcher herself. 
It is user-friendly in the sense that it is quick to fill in and written in simple language.  The first 
page of the questionnaire includes an instruction box which offers the parent clear-cut guidelines 
on how to fill in the instrument.  Moreover, the first page is also set to collect information about 
the client which tackles the initial participation date, the frequency of participation per week, and 
the subject areas that are targeted.  The second page of the questionnaire encompasses a 
compilation of 8 closed-ended questions that are answered through a rating scale.  Finally, the 
questionnaire ends with a section which allows the parent to make suggestions of 
recommendations to the SES provider (see appendix I). 
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3.6.1.1-Sampling for parent questionnaire 
The questionnaire was sent to a total number of 60 parents who are current clients at the SES 
provider.  Out of a total of 84 clients enrolled at the SES provider, those 60 participants were 
randomly selected through a draw whereby their names were written on squared pieces of paper 
that were crumpled up and tossed into a glass bowl.  The researcher then picked out 60 crumpled 
sheets of paper and thus created her own randomized convenience sample which cannot be 
generalized as it is only relevant to the SES provider population.  
3.6.1.2-Procedure for implementing parent questionnaire 
1- Parent questionnaire is designed. 
2- Parents participants are selected by a draw that was previously described above. 
3- The questionnaires were then sent to the parents. 
4- Parents were instructed that the questionnaires will remain anonymous. 
5- Parents returned the questionnaires which were dropped into a transparent plastic container. 
3.6.1.3-Rationale for the parent questionnaire 
 This questionnaire was specifically designed to assess the perception of parents in regards to 
the services delivered by the SES provider.  Questions 1 through 4 tackle the level of 
communication between the SES provider, parents and schools.  According to Hornby and 
Whitte (2010), parental involvement enhances student academic achievement, and Ross et al. 
(2006) state that collaboration with schools also improves a student’s overall performance and 
parallels instruction between SES provider and school curriculum.  Hence, these three items are 
important to include in the questionnaire since they validate the parents’ perceptions of how 
often the SES provider communicates with both parents and their children’s schools and thus this 
information can be useful in further validating the level of student achievement.  Question 5 
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pertains to the level of participation in which according to Harding et al. (2012) a positive 
relationship exists between this variable and student achievement.  The significance of this 
question lies in measuring parents’ perceptions of the SES provider allotting their children with 
the accurate and complete time they have agreed upon in order to guarantee academic 
achievement. 
Table 6 
Sample items taken from the parent questionnaire 
 
 
 
 
 
How often does the SES provider… 
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1. Talk to me about my child’s progress?     
2. Talk to my child’s teachers about his/her progress?     
3. Send notes/reports home about my child’s progress?     
4. Help my child with subjects he/she is working on in the regular classroom?     
5. Start and end the tutoring sessions at the scheduled time?     
 
Questions 6 through 8 tackle the perceptions of parents in regards to their satisfaction with 
the services delivered by the SES provider.  The information extracted from those questions 
reports direct measures of the dependent variable of customer satisfaction. 
Table 7 
Sample items taken from the parent questionnaire 
 
 
 
 
 
Indicate how much you agree and disagree with each of the following  items 
about the SES provider. 
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6. I believe that the services offered have helped my child’s achievement.      
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7. Overall, I am pleased with the services that my child received.      
8. I recommend SES provider’s services to other parents.      
 
3.6.2-School staff questionnaire 
The school staff questionnaire is a two-page pamphlet that was also designed by the 
researcher herself and is also a user-friendly instrument whereby it contains uncomplicated 
language and requires minimal time to be completed.  The first page of the questionnaire 
includes an instruction box which offers the school staff easy instructions on how to fill out the 
instrument.  The initial page was designed as a data collection record sheet which questions the 
school staff on the number of students enrolled at the SES provider, the services delivered by the 
latter, and the initial launching date of their working relationship.  The second page of the 
questionnaire encompasses a compilation of 8 closed-ended questions that are answered through 
a rating scale. Finally, the questionnaire ends with a section which allows the staff to make 
suggestions of recommendations to the SES provider (see appendix II). 
3.6.2.1-Sampling for school staff questionnaire 
The survey was conducted on two schools, the total of 1 head and 5 teachers per school, 
hence a total of 12 school’s staff members.  This is a non-random convenience sample that the 
researchers selected due to its accessibility, for the majority of the student body that participate at 
the SES provider belong to these schools.  Therefore, the sample will be an accurate 
representation pertaining to the student body. 
3.6.2.2-Procedure for implementing school staff questionnaire 
1- School staff questionnaire is designed. 
2- School staff participants are non-randomly selected. 
3- The questionnaires were then sent to staff via e-mail. 
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4- School staff e-mailed the questionnaires back to the recipient. 
3.6.2.3-Rationale for the school staff questionnaire 
  This questionnaire was written by the researcher to evaluate the perception of school staff in 
regards to the services delivered by the SES provider.  Items 1 through 4 target communication 
between parents, school staff and the SES provider.  As mentioned previously, student 
achievement is contingent upon communications with school (Hornby & Whitte, 2010) and 
parental involvement and parallel instruction between schools and SES provider (Ross et al., 
2006).   
Table 8 
Sample items taken from the school staff questionnaire 
 
 
 
How often does the SES provider… 
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1- Communicate with you during the school year?     
2- Communicate with teachers during the school year?     
3- Communicate with parents during the year?     
 
 
 
 
 
 
Does the SES provider… 
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4- Adapt the tutoring services to the school’s curriculum?      
 
Item 5 measures whether the SES provider is respecting the integrity of their mission 
statement which claims that it “offers services to students of all needs and skill levels”. 
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Table 9 
Sample items taken from the school staff questionnaire 
 
 
 
 
 
Does the SES provider… 
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5- Offer services to Special Education and ESL students?      
 
Questions 6 through 8 tackle the perceptions of school staff in regards to their satisfaction 
with the services delivered by the SES provider.  
Table 10 
Sample items taken from the school staff questionnaire 
 
 
 
 
 
Overall Assessment 
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6- I believe the services offered by the SES provider positively impacted student 
achievement. 
     
7- Overall, I am satisfied with the SES provider services.      
8- I recommend SES provider services to other clients.      
 
3.6.3-Validity for the parent and school staff questionnaires 
The validity of the parent and school staff questionnaires can be attained through the process 
of triangulation which is significant in establishing these tools (Merriam, 2009).  There will be a 
third instrument that will validate the results obtained from the parent and school staff 
questionnaires: the student progress report which indicates student achievement.  In other words, 
the parent survey will reflect the level of satisfaction that the parents have of the SES provider.  
   
 
43 
 
Student progress report will reflect the level of success that the SES provider has achieved with 
its students and the school staff survey will reflect the level of satisfaction that the school staff 
has of the SES provider.  Knowing that student achievement is the most important variable, and 
the satisfaction of school staff and parents is directly related to this variable, hence a positive 
relation exists between the three.  
3.7-Data analysis 
Microsoft Excel will be used to tabulate all of the data and calculate the percentages of 
parents, school staff responses across the study along with the teacher evaluation that was 
conducted.  This will aid in constructing bar graphs which are useful comparative tools.  The 
results of the student achievement case-studies will be documented within the progress. 
3.8-Conclusion 
This chapter highlighted the methodology and instruments used to evaluate the effectiveness 
of the SES provider. It also discussed the rationale, validity, reliability of each instrument. In the 
following chapter, the results and findings of each instrument used in the study will be discussed.  
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CHAPTER FOUR 
 
RESULTS 
 
4.1-Introduction  
 
The results of this study are derived from the instruments that were used to measure the 
dependent and independent variables involved.  Mainly, the sections and subsections below will 
discuss the findings that stemmed from the employment of these 4 instruments: 1) the student 
progress report, 2) the teacher evaluation form, 3) the parent questionnaire, and 4) the school staff 
questionnaire.  
4.2- Student progress reports 
This section will describe the academic achievement that the three student case-studies made 
throughout their participation at the SES provider.  Their progress was measured through a 
student progress report which was described in the instrumentation section of chapter III.  A 
copy of each student progress-report is included in the appendix.  
4.2.1-Student A progress report 
Student A’s main area of weakness was documented by his global assessment as rooted in 
the area of reading comprehension.  Hence his action plan (see appendix IV) was abound with 
academic objectives that pertained to critical reading.  Upon enrollment at the SES provider in 
December 2011, student A was able to decode a grade-level text, yet when it came to the 
demonstration of skills that were related to comprehension, student A was incapable.  After a 
total of 35 sessions of remediation in reading comprehension, student A was able to master all 
the objectives that were set in his action plan.  The objectives ranged from lower to higher order 
thinking skills.  This indicates that there is a high level of student achievement.  
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Moreover, a report card that was issued by student A’s school in April, 2012- four months 
after student A began to receive services at the SES provider- indicated reading comprehension 
as a new area of strength.  According to student A’s teacher, in term 2 (April 2012) “Student A 
has made remarkable progress in reading since September.  Student A is reading at level “L” 
which is approaching the grade level expectation.  When asked literal questions about any given 
text, student A’s answers are complete and meaningful most of the time.  As for inferential 
questions, Student A can make connections and synthesize information with some guidance”.  In 
term 1 (December 2011) however, student A’s teacher stated that “Student A is currently reading 
at independent level “I/J”.  Student A has made slight improvement in reading since September, 
however student A still shows inconsistency when it comes to both decoding and 
comprehension.  He has difficulty answering inferential questions and at times literal questions 
as well” (see appendix V for student A’s report card).  Hence the SES provider’s progress report 
along with the school’s report card both validate that Student A made considerable achievement 
in the area of reading comprehension.  
4.2.2 Student B progress report 
Student B’s area of weakness, as noted by her global assessment, was a deficit in attention.  
She was diagnosed as having ADD and as a result this hindered the development of her literacy 
skills.  Her action plan was designed to encompass objectives that were targeted to remediate 
reading and writing skills.  After completing 61 hours of remediation in literacy at the SES 
provider, student A had mastered most of the objectives set in her action plan, and she was still 
progressing in some objectives which pertain to reading and spelling (see appendix VI for 
student B’s progress report). Those progressing objectives are targets that remain progressing 
throughout elementary school.  The bigger picture, however, is that student B was able to decode 
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short books which are up to her grade level. This contrasts her performance at the very start of 
her sessions when she was only able to read some recurrent sight words and predict words 
through the use of pictures. She also learned to spell words with short and long vowel sounds, 
whereas upon enrolment she was still on the invented spelling stage.  According to her teach at 
school, student B “has become a committed learner. In Language Arts, student B’s performance 
has consistently improved in the final semester.  Student B’s reading level is starting to meet 
grade level expectations” (see appendix VII for student B’s progress report).  
Overall, after completing the objectives in her action plan, student A was on the right track 
to meeting grade level expectations.  However, since she was referred to the SES provider at a 
later stage, a little before the end of the academic year, student A had to sit for a make-up exam 
which she eventually passed.  
4.2.3 Student C progress report 
Student C received remediation in the grade 6 math curriculum throughout his summer 
vacation for a total of 34 hours.  His global assessment indicated that his area of weakness was a 
deficit in attention (ADD), it was quite apparent that this had led him to develop learning gaps in 
the area of mathematics.  His progress report revealed that he had mastered most of the 
objectives set forth in his action plan.  He remained progressing in a few objectives, and others 
were not attempted due to the insufficient time that was left before he terminated his services at 
the SES provider.  Consequently, student C was up to grade level expectations by the beginning 
of the new academic school year.   
4.3- Teacher Evaluation  
 A total of 15 teachers were evaluated using the teacher evaluation form (see appendix III).  
The findings are represented below in the form of a column chart. 
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 Figure 2-Teacher evaluation form: Teacher performance   
Since the teacher evaluation form is divided into four main categories, the teachers were 
evaluated on each one separately.  In the planning and preparation section, 89% of the teachers 
fall into the category of exceeding expectations while only 11% fall into the category of meeting 
expectations.  56% of the teacher population exceeds expectations when it comes to instruction, 
leadership and management, while 44% meet these expectations.  In the assessment section, none 
of the teachers exceed expectations.  Nonetheless, 89% of the teachers meet the expectations in 
that segment and 11% percent do not meet the expectations in assessment at all.  As for the last 
category, 100% of the teachers exceed expectations in maintaining professional attributes and 
responsibilities around the SES provider. 
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Figure 3-Teacher evaluation form: Teacher quality 
In the category of teacher quality, 66% of the teachers at the SES provider hold a teaching 
diploma, 12% of the teachers are pursuing a master’s degree in education while 22% are 
pursuing a master’s degree in other fields. 
4.4-The parent questionnaire 
 The parent questionnaire was administered to over 60 parents. However, only 32 parents 
responded to the questionnaire.  Thus, the findings below pertain to the 32 participants.  
 
Figure 4-Parent questionnaire: Part I 
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As figure 4 indicates, 65% of the parent’s population believes that the SES provider 
frequently talks to them about their child’s progress while 35% of the population believes that 
this takes place occasionally.  Concerning the communication between the SES provider and the 
child’s school teacher, 50% of the population falls into the category of “frequently” while 29%, 
14% and 7% fall into the categories of “occasionally”, “not at all” and “don’t know” 
respectively.  The highest percentage (100%) in the above figure pertains to the parents who 
believe that the SES provider frequently sends reports home about the child’s progress.  57% of 
the parents believe that the SES provider helps their child with subjects he/she is working on in 
the classroom while 21% believe that the provider does that occasionally. Moreover, 15% of the 
parents believe that the service provider did not help at all with school work and 7% percent of 
them were undecided.  Regarding punctuality, 86% of the parents believe that their child’s 
session frequently starts and ends on time while 14% believe that this happens occasionally.  
 
Figure 5-Parent questionnaire: Part II 
 For the second part of the parent questionnaire, 57% of the parents strongly agree that the 
SES provider’s services have helped their child’s achievement while 43% of the parents agree 
that the services were beneficial.  As for the overall satisfaction of the SES provider, 71% of the 
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parents strongly agree that they are pleased with the services and would recommend the SES 
provider’s services to other parents while 29% of the parents agree with that criterion.  None of 
the parents was dissatisfied with the overall performance of the provider.  
4.5-The school staff questionnaire 
 A teacher/coordinator questionnaire was sent via e-mail to a total of 12 school staff 
comprised of teachers, coordinators and principals working in two elitist schools in Beirut.  Only 
7 participants among them 2 principals, 3 coordinators, and 2 teachers filled out the forms.  The 
results are described below. 
 
Figure 6-School staff questionnaire: Part I 
 The results in the above figure indicate that 100% of the school staff population believes that 
the SES provider communicates with teachers and parents during the school year, adapt the 
tutoring services to the school’s curriculum, and offer educational services to special education 
and ESL students.  
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 Figure 7-School staff questionnaire: Part II  
The results of the second part of the school staff questionnaire reveal that 100% of the 
participants strongly agree that the SES provider have positively impacted student achievement.  
They are also very satisfied with the provider’s services and would recommend its services to 
other clients.  
4.6-Conclusion 
All the instruments mentioned above serve to answer the research questions. They aim to 
disclose the effectiveness of the SES provider. The next section will include the discussion of the 
above results. 
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Chapter Six 
Discussion 
6.1-Introduction 
 After considering the findings of the study, several observations have been made about the 
effectiveness of the SES provider.  This chapter will discuss the findings, offer plausible 
explanations to these findings, and support these explanations with the latest ongoing research.  
The first five sections will discuss the impact of the independent variables on the dependent 
variable, student achievement thus answering research question number 1.  Finally, the second 
dependent variable of customer satisfaction will be introspected thus answering research 
question number 2. 
6.2-Student level of participation 
 The students’ timetables that were used to measure the frequency and duration of the 
services received indicated that Student A received a total of 35 hours for a four-month period in 
which the student attended one-hour lessons twice a week.  Student B received a total of 61 
hours for a four-month period in which the student attended 4 one-hour lessons a week.  Finally, 
student C received a total of 34 hours for a two-month period in which the student attended 4 
one-hour lessons a week.  Students A, B and C received sufficient number of SES hours, and this 
is a predictor of positive academic achievement since research documents that when the number 
of hours at the SES provider increases, student academic achievement improves; with every 
additional hour, the student’s test scores increased. (Harding et al., 2012).  In fact, Zimmer 
(2007) underscores that students who had a high participation at the SES provider demonstrated 
higher achievement than those who had lower participation.  
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6.3-Mode of instruction 
 All three-case studies (students A, B and C) received one-on-one instruction which 
according to Baker et al., (2006) student are more likely to increase their academic achievement 
when they receive individualized instruction.  
6.4-Teacher effectiveness  
 According to Hinchey (2010), teacher quality and teacher performance are two components 
that contribute to teacher effectiveness.  After employing the teacher evaluation form, results 
revealed that most teachers were high ranking in teacher performance which was subdivided 
into: planning and preparation, instruction leadership and management, and assessment.  
Moreover, when it comes to the components of the teacher quality, more than half the teaching 
staff (66%), has the appropriate certification in education (a teaching diploma) from accredited 
universities.  This suggests a positive relationship between teacher quality and SES effectiveness 
since teachers who have a certification in the field of education have a high probability of 
promoting student achievement than those who possess a master’s degree (Darling-Hammond, 
1999).  Mainly, master’s degrees tend to pertain to a multitude of different areas which do not 
necessarily correspond to the educational field.  Hence, 22% of the teaching staff who is 
pursuing a master’s degree in the field of counseling and political science does not add much 
value to the component of teacher quality. 12% of the teaching staff is currently pursuing a 
master’s degree in elementary education which lends more specialization in the field of 
education and thus more enhanced teacher quality.  Moreover, in terms of experience which is a 
criterion for teacher quality (Hinchey 2010), 72% of the teachers have had a teaching experience 
at the SES provider.  The experience ranges between two months and two and a half years.  Yet, 
these teachers have no other prior experience in the field of education; this means they have not 
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been exposed to different systems.  On the other hand, 28% of the teachers have had other 
experiences in different school settings that range between 1 and two years.  This added 
experience is short-term when compared to long-term experience which classifies teachers as 
more qualified.  Furthermore, in the teacher evaluation form, the category of teacher 
professionalism indicates that 100% of the population exceeds expectations.  This holds further 
evidence that supports the positive relationship existing between the Lebanese SES provider and 
teacher quality.  
 Finally, the majority of the teaching staff is high ranking in the areas of teaching quality 
which pertain to credentials and professional attributes yet low ranking in the area of experience. 
Moreover, in the scope of teacher performance, which is the second contributor to teacher 
effectiveness, the staff is high ranking, hence exceeding expectations.  As a result, the SES 
provider has a well-qualified and a high performing teaching staff which is lacking in long-term 
experience. Yet, due to the formative assessment that is continuously conducted on the teaching 
staff, their experience can be well geared towards better performance.  In summation, teacher 
effectiveness of the SES provider teaching staff is well documented and on average meeting 
expectations.  
6.5-Communication between parents and the SES provider 
 When tackling communication with parents, the parent questionnaire set out to investigate 
the frequency that the SES provider sends reports home and provides feedback about the 
learner’s progress.  Findings yielded 100% of the parent sample believe that the SES provider 
frequently send notes home while 65% agreed that communication between parents and the 
provider is present.  These findings also suggest that the SES provider is high ranking in 
communication with parents which according to Cox (2005); Desforges and Abouchaar (2003); 
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Fan and Chen (2001); Jeynes (2003), (2005); Pomerantz, Morrman, and Litwack,( 2007); Hattie 
(2009)  impacts positively and ameliorates student achievement.   
6.6-Communication between schools and the SES provider 
 The results of the school staff questionnaire revealed 100% concurrence on communication 
with principals, coordinators, teachers and parents.  This proficient communication can only 
enhance student academic achievement as Barley and Wegner (2010) claim.  In fact, a good 
communication flow between schools and SES providers guarantees efficient coordination 
between the two and well delivered services by the SES provider.  According to Saifer and Speth 
(2007), SES providers are often unsuccessful when they do not maintain a good communication 
flow between the two parties.   
6.7-Impact of the SES provider on student academic achievement 
 The five independent variables described above are all conditioned in such a way to increase 
academic achievement.  The level of participation of the sample of the three students received an 
adequate amount of SES hour, instruction was afforded in one-on-one mode, and both these 
variables are favored by research to promote better academic achievement.  Moreover, the 
teacher evaluation checklist indicated a high ranking teacher staff in terms of teacher quality and 
performance.  According to Kennedy (2008), student academic achievement is greatly enhanced 
by teacher effectiveness.   
 Communication with parents and schools on both the parent and school questionnaire also 
proved to be high ranking, and since both promote academic achievement (Ross et al., 2006), 
this was evident in the students’ progress reports and the school report cards which documented 
that all three students A, B, and C made an academic leap.  The mode of instruction, level of 
participation and teacher effectiveness are also contributors that held a positive relationship with 
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student achievement.  Hence, according to the results of the three case studies as well as the 
independent variables impacting these results, the SES provider did succeed in ameliorating 
student academic achievement.  
6.8-Impact of the SES provider on customer satisfaction 
 The second dependent variable, customer satisfaction, was measured by a parent 
questionnaire and school staff questionnaire since those two target populations are the SES 
provider’s main clients.  Results indicated that 57% of the parents and 100% of the school staff 
strongly agree that the services provided by the SES positively impacted the learners’ academic 
achievement, and 43% of the parents agreed to the aforementioned. This shows that the parents 
and school staff both perceive that the services have been highly effective.  Specifically, 71% of 
the parents and 100% of the school staff strongly believe that they are pleased with the services 
and 29% of the parents agree with the latter.  In short, these items in both questionnaires indicate 
a high level of satisfaction on behalf of the parents and school staff.  In fact, to further 
consolidate the variable of customer satisfaction, 71% of the parents and 100% of the school 
staff stated that they would strongly recommend the SES provider to other clients.  This section 
answers the second research question which speculated the effects of the SES provider on 
customer satisfaction.  
6.9-Conclusion 
 The discussion of the results reveals that the SES provider effectively impacts student 
achievement and customer satisfaction.  The upcoming and final chapter will conclude this study 
and offer insights on the limitations that governed it as well recommendations for future 
research. 
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CHAPTER SEVEN 
CONCLUSION AND RECOMMENDATIONS 
7.1-Conclusion 
 The research was conducted to examine the effects of the Lebanese SES provider on the two 
dependent variables, student achievement and customer satisfaction.  A review of the literature 
showcased several other independent variables which impact student achievement.  Those 
variables were studied via the framework of the SES provider’s established system.   
 One conclusion that can be derived from this study is that the five independent variables of 
level of participation, mode of instruction, teacher effectiveness, communication with parents, 
and communication with school staff all have a positive relationship with the student’s 
achievement.  The instruments used to measure those variables validated their impact on 
student’s performance.  Also, in the greater realm of student assessment, student progress 
monitoring (CBM) is  by far one of the most valid measuring instruments that educators can use 
to track student progress and achievement (Good, et al., 2001).  Additionally, the effectiveness of 
the SES provider also has a positive effect on customer satisfaction.   
 Moreover, this study overlays a framework for other SES providers who are looking to 
evaluate their own systems and determine their impact on student achievement and customer 
satisfaction.  
7.2-Limitations of the study 
 All the instruments used in this study are valid and reliable and thus they have produced 
findings as such. Yet, there are a few uncontrollable and compounding factors that can hinder the 
results the study from being generalized. The main limitations are six: 
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 A case study design was used to assess student achievement, and its results cannot be 
generalized to a larger population since each case study is unique (Eisenhardt, 1991, as 
cited in Dyer & Wilkins, 1991). 
 The number of parents partaking the parent questionnaire amounted to only 32 
participants as opposed to 60 participants which was the initial target for the study.  Half 
the population responded to the survey, yet the amount was not sufficient enough to 
generate realistic findings.   
 The number of schools that participated in the school staff questionnaires amounted to 
only two.  Those two schools pertain to only one caliber of many calibers in the 
educational systems in Lebanon.  Hence, the results derived from this sample cannot be 
generalized. 
 The number of school staff partaking in the questionnaire amounted to 7 participants as 
opposed to the intended population number which was 12.  Thus, the number of 
respondents was not sufficient enough to make accurate conclusions on the findings. 
 The use of questionnaires reflects a mode of perceptual reporting which is to some degree 
biased since respondents are not on sight to validate the true quality of the service 
delivery. 
 Perceptions of parents and school staff are somewhat limited since they have no index of 
reference or comparison to other SES providers due to a scarcity of such providers in 
Lebanon. 
7.3-Suggestions for further studies 
 Upcoming research can be conducted on a larger case study design as well as a greater 
number of schools with more staff members who can participate in the questionnaire.  Moreover, 
   
 
59 
 
a greater parent population should be randomly selected to partake in the questionnaire.  
Interestingly, research can dedicate its scope to comparing various SES provider systems and 
evaluating the criteria that are most effective in guaranteeing student achievement and customer 
satisfaction. 
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Appendix I 
 
Parent Questionnaire 
 
Instructions: Please complete this brief survey by making dark marks in the in the space 
provided. Take note that this survey will remain anonymous and confidential. Upon completion, 
kindly seal the envelope and take note that it will be dropped in a glass container among other 
envelopes to ensure confidentiality. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Grade Level: 
_____________________________________________________________________________ 
How many sessions do (or did) your child attend in a typical week? _____________ sessions 
 
 
When did your child start 
receiving tutoring services 
at the SES provider? 
Month                           Year 
 January                    ____ 
 February                  ____ 
 March                      ____ 
 April                        ____ 
 May                         ____ 
 June                         ____ 
 July                          ____ 
August                     ____ 
 September               ____ 
 October                   ____ 
 November               ____ 
 December                ____ 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
In which subjects did your child receive 
services from the SES provider? 
 Reading/Language Arts only 
 Mathematics only 
 Both Reading/Language Arts and Math 
 Uncertain/Do Not Know 
 Other ____________________________ 
 
 
 
 
 
 
 
   
 
66 
 
 
 
 
Indicate your response to each of the following items. 
 
 
 
 
 
How often does the SES provider… F
re
q
u
en
tl
y
 
O
cc
as
io
n
al
ly
  
N
o
t 
at
 a
ll
 
D
o
n
’t
 k
n
o
w
 
1- Talk to me about my child’s progress?     
2- Talk to my child’s teachers about his/her progress?     
3- Send notes/reports home about my child’s progress?     
4- Help my child with subjects he/she is working on in the regular classroom?     
5- Start and end the tutoring sessions at the scheduled time?     
 
 
 
 
 
 
Indicate how much you agree and disagree with each of the following  
items about the SES provider. 
S
tr
o
n
g
ly
 A
g
re
e 
A
g
re
e 
U
n
d
ec
id
ed
 
D
is
ag
re
e 
S
tr
o
n
g
ly
 D
is
ag
re
e 
6- I believe that the services offered have helped my child’s achievement.      
7- Overall, I am pleased with the services that my child received.      
8- I recommend the SES provider’s services to other parents.      
 
 
*If there is anything you would like to recommend to or change about the SES provider’s 
system, kindly note it in the space provided below. 
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Appendix II 
School Staff Questionnaire 
 
Instructions: According to your school’s records, one or more of your students have received 
supplemental educational services at the SES provider. To meet expected standards, it is 
essential that services be evaluated. 
Please complete this brief survey by filling out dark marks in the in the space provided or 
highlighting the right answer. 
 
   
   
   
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
School Name: _____________________________________________________________________ 
 Name of Person Completing this Survey: ______________________________________________ 
Title of Person Completing This Survey: _______________________________________________ 
 
 
 
How many of your 
students did the SES 
provider serve this 
school year? 
     1-5 
 6-10 
11-15 
 
 
 
What was the start date of 
provider services? 
Month                           Year 
 January                                          
 February                  
 March                      
 April                           
 May                           
 June                         
 July                          
August                     
 September              
 October                   
 November               
 December               
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
In which subjects did your students 
receive services from the SES 
provider? 
 Reading/Language Arts 
 Mathematics  
  Sciences 
 History 
 Uncertain/Do Not Know 
 Other _________________________ 
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Indicate your response to each of the following items. 
 
 
 
 
 
How often does the SES provider… 
F
re
q
u
en
tl
y
 
O
cc
as
io
n
al
ly
  
N
o
t 
at
 a
ll
 
D
o
n
’t
 k
n
o
w
 
1- Talk to me about my child’s progress?     
2- Talk to my child’s teachers about his/her progress?     
3- Send notes/reports home about my child’s progress?     
4- Help my child with subjects he/she is working on in the regular classroom?     
5- Start and end the tutoring sessions at the scheduled time?     
 
 
 
 
 
 
Indicate how much you agree and disagree with each of the following  
items about the SES provider. 
S
tr
o
n
g
ly
 A
g
re
e 
A
g
re
e 
U
n
d
ec
id
ed
 
D
is
ag
re
e 
S
tr
o
n
g
ly
 D
is
ag
re
e 
7- I believe that the services offered have helped my child’s achievement.      
8- Overall, I am pleased with the services that my child received.      
9- I recommend the SES provider services to other parents.      
 
 
*If there is anything you would like to recommend to or change about the SES provider’s 
system, kindly note it in the space provided below. 
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Appendix III 
TEACHER EVALUATION FORM (SAMPLE) 
Teacher:___________________________   Evaluator: _______________________________            
Subject:__________________________      Date: ___________/_____________/__________ 
Degree: __________________________      Years of Experience: ______________________ 
    
Instructions:  
• The purpose of this form is to provide the teacher with specific feedback to improve his/her 
performance. 
• The teacher will be evaluated using this form at regular intervals.  
 
THE TEACHER 
1. PLANNING AND PREPARATION  
Planning and Preparation  
N
o
t 
M
e
et
in
g
 
E
x
p
ec
ta
ti
o
n
s 
 
M
ee
ti
n
g
 
E
x
p
ec
ta
ti
o
n
s 
E
x
ce
ed
in
g
 
E
x
p
ec
ta
ti
o
n
s 
6. Demonstrates punctuality by arriving at least 15 minutes 
prior to the lesson. 
   
7. Obtains and organizes equipment and materials for 
instruction. 
   
8. Identifies lesson objectives in the feedback report prior to 
the lesson. 
   
9.  Adapts and plans objectives according to the internal 
feedback report. 
   
10. Begins the session on time.    
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Appendix IV 
Student A’s Progress Report at the SES Provider 
 
Name: xxx                  Date: April 16
th
, 2012 
Grade level: 2                            Teacher: xxx 
  
Introduction 
xxx has attended a total of 35 sessions of critical reading instruction at the SES provider. 
This report will shed light on these sessions, specifically detailing the target objectives that were 
derived from his IEP and implemented to remediate his learning gaps.  
Target Objectives Evaluation Comments Milestones 
Critical Reading 
Recognize the importance of 
reading 
M xxx is a very 
enthusiastic reader. His 
self-monitoring skills 
have greatly improved, 
and now he can 
explicitly isolate context 
clues to clarify and 
decipher word 
meanings. Moreover, he 
enjoys applying the 
prediction strategy while 
reading and is quite 
eager to read on in order 
to validate or correct his 
predictions. He has not 
yet sharpened his 
inferential skills, since 
the scope of the lessons 
focused more on the 
monitor/clarify strategy. 
Also, due to time 
constrictions, xxx was 
not able to attempt the 
practice of think-alouds 
and write reading 
prompts related to given 
texts. Those are two 
very important skills in 
critical reading.   
xxx’s  running record 
indicated that he has 
made significant 
improvement in the 
sequencing and revision 
of the 3 reading stages 
and their strategies. He 
started off with a record 
of 6 min 12sec the first 
time and went down to 
3min 57sec the sixth 
time. Revision of these 
concepts is done at the 
beginning of every 
critical reading lesson, 
and those results reveal 
that there is an 
improvement in his 
processing speed. 
 
xxx started applying the 
monitor/clarify strategy 
and its steps to texts on 
15/12/2011. In so far, he 
has completed 6 texts 
and is still working on 
the 7
th
 (see attached 
appendix for text lists). 
 
Recognize the definition of 
a reading strategy 
M 
Identify the 3 reading stages 
(pre-reading, reading, and 
post-reading) 
M 
Identify the strategies of the 
pre-reading stage (set a 
purpose, preview, 
brainstorm, and predict) 
M 
Apply the strategies of the 
pre-reading stage to a 
children’s rhyming book 
M 
Apply the strategies of the 
pre-reading stage to a 
scientific textbook 
M 
Compare and contrast the 
features of the scientific 
textbook and the children’s 
rhyming book 
Identify the strategies of 
reading stage 
(monitor/clarify, predict, 
question, and infer) 
M 
 
 
 
M 
Identify the steps of the 
monitor/clarify strategy 
M 
Apply the monitor/clarify 
strategy to a text 
P 
Identify unknown words and P 
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phrases in a text 
Isolate context clue within a 
text 
P 
Clarify unknown words or 
phrases using isolated 
context clues 
P 
Analyze text details to make 
inferences  
P 
Apply the think-aloud 
strategy to make inferences 
based on story events and 
characters 
P 
Answer higher-order 
thinking questions based on 
text 
P 
Write a reading prompt 
based on a text (predict, 
picture, identify a problem, 
summarize, and make 
connections) 
NA 
Vocabulary 
Recognize text vocabulary P   
Recommendations 
xxx is advised to receive further remediation in critical reading where he will continue training in 
applying the monitor/clarify strategy to texts and begin practicing think-alouds, making 
inferences, and writing reading prompts based on selections from a text. Moreover, xxx will 
learn the strategies of the post-reading stage after the strategies of the reading stage are mastered.  
 
*Evaluation: M-Mastered      P-Progressing      NA-Not Achieved 
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Appendix V 
Student A’s School Report Card 
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Appendix VI 
Student B’s Progress Report at the SES Provider 
Name: Student B    Date: June 17
th
, 2012 
Teacher: xxx 
 
Introduction: xxx has had 61 hours of remediation in phonics and phonemic awareness at the 
SES provider since her last progress report. This repot will highlight her progress over that 
period of time. 
Reading Evaluation Comments Milestones 
Read a story from a leveled 
reader 
M xxx has begun to read short 
books. She is able to read 
slowly but has some 
difficulty decoding words 
she hasn't incorporated into 
her sight words repertoire 
yet.  
xxx read the following 
stories: 
-Hugs 
-A Week with Grandpa 
-Doctor Jen 
-Time for Bed 
Construct a story web for 
leveled readers 
M 
Complete worksheets based 
on the leveled readers 
M 
Phonics Evaluation Comments Milestones 
Sequence the alphabet and 
identify directionality 
M 
xxx is regularly able to 
properly spell words with 
short and long vowel sounds. 
Sometimes she requires a 
visual aid or something in 
front of her to help her 
maintain focus in which case 
she can excel in spelling her 
long vowel sound words sets. 
When it comes to sight 
words, xxx has made 
significant improvement in 
spelling, yet at times when 
she loses focus she can 
become frustrated spelling 
sight words. xxx can still 
confuse 'b' and 'd' in words, 
both visually and audibly. 
When prompted and focused 
this is not a problem for her. 
She can correctly 
sequence the alphabet 
in less than 2 minutes. Identify the letters 'b' and 'd' 
in words 
P 
Decode 100 words on cards 
with short vowels and the 
/oo/ sound 
P 
Identify the long and short 
sounds of each vowel 
M 
Discriminate between the 
sounds of the letters 'b' and 
'd' in words  
P 
Identify the /oo/ and /ue/ 
vowel sound 
M 
Identify the /ee/ and /ea/ 
vowel sound 
M 
Identify the /ie/ vowel 
sound 
M 
Identify the /ai/ vowel 
sound 
M 
Identify the /oa/ vowel 
sound 
M 
Spelling Evaluation Comments Milestones 
Air write 78 VC words with 
short vowels and /oo/ 
P 
xxx has little to no difficulty 
in the majority of these 
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Spell 8 words with /oo/ and 
/ue/ 
M 
objectives when she is 
focused. She has improved 
vastly over her ability from 
when she first began at the 
SES provider. 
Spell 8 words with /ee/ and 
/ea/ 
M 
Spell 8 words with /ie/ M 
Spell 9 words with /ai/ M 
Spell 8 words with /oa/ M 
Spell 32 sight words P 
Spell 7 words with /kn/ P 
Orthography Evaluation Comments Milestones 
Form the orthography of 
the letters 'a', 'i', 'm', 'n', 'r' 
'd', 'b', 'f', 'g', 'z' and 'p'  
P 
When xxx is prompted, she 
is able to correctly form the 
orthography of all letters. 
Discrepancies only occur 
when she is writing fast or 
loses her focus. 
 
Writing Evaluation Comments Milestones 
Use structure words to 
write descriptive sentences 
about a given picture 
P 
xxx is generally able to form 
simple sentences on her own. 
In order to add some details 
and complexity, she still 
needs to be led. Her self-
monitoring of her own 
grammar when reading what 
she has written has improved 
markedly since her last 
report. 
 
Identify the four types of 
sentences 
P 
Recommendations 
xxx is recommended to continue her assessment objectives at the SES provider, moving on to 
reading short stories. In reading comprehension, she will: 
• brainstorm ideas on a story using the title and the picture as context clues. 
• practice the pause-think-retell strategy on a story. 
predict the events of a story. 
• answer orally and in written form to comprehension questions in a story. 
• identify synonyms and antonyms. 
• write and illustrate a personalized book. 
 In Phonics, she still needs to resume the Seeing Stars program in order to cover the: 
• magic-e rule 
• consonant digraphs 
• diphthongs 
• c-rule and g-rule 
• dge (vs) ge rule 
• ck (vs) ke rule 
 
*Evaluation: M-Mastered      P-Progressing      NA-Not Achieved 
   
 
75 
 
Appendix VII 
Student B’s School Report Card 
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Appendix VIII 
Student C’s Progress Report at the SES Provider 
 
 
From: June 2
nd
, 2012                                                          To: August 16
th
, 2012 
First Name: xxx                                                                 Subject: Mathematics 
Last Name: xxx                                                                  Date: August 16
th
, 2012                         
Grade Level: 6                                                                    Number of Sessions: 34 
Teacher: xxx                           
 
 
Target Objectives Evaluation Comments 
1- Expressions and Equations xxx has mastered simplifying 
expressions through order of 
operations; he learned how to use 
PEDMAS. Also, he is now able to 
solve equations with one variable. 
He is now able to isolate the variable 
on one side. More work needs to be 
done on translating words to 
mathematical expressions.  
 
xxx is highly capable to perform  
all the objectives when he is well 
focused. However, more practice is 
advised for definite grasp of the 
concepts. When xxx loses focus,  
he forgets different steps and rules to 
solving integers leading to wrong 
answers. Hence, the self-monitoring 
strategy was applied while solving 
problems (self-monitoring here also 
includes being organized). He 
learned how to use the number line 
to solve integers and then eventually 
progressed to solving the questions 
without it. 
xxx had a good knowledge in adding 
and subtracting fractions. 
Translate words to mathematical expressions P 
Simplify expressions: order of operations M 
Solve equations with one variable M 
2- Integers 
Compare integers M 
Solve absolute value M 
Add positive and negative integers M 
Subtract positive and negative integers M 
Multiply positive and negative integers M 
Divide positive and negative integers M 
3- Fractions 
Find the GCF of two and three numbers M 
Find the LCM of two and three numbers M 
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Add fractions with unlike denominators M 
Throughout the sessions, he showed 
major improvement in adding and 
subtracting fractions with unlike 
denominators by finding the LCM. 
He also grasped the concept of 
multiplying and dividing fractions. 
 
 
 
 
 
 
 
 
xxx is still progressing in solving 
word problems due to the lack of 
mathematical reasoning. He needs to 
practice the use of different 
strategies and then to be able to 
explain how he got his answers. To 
reach this outcome, he needs 
constant practice.  
 
 
*Some of these objectives were not 
achieved due to insufficient amount 
of time. 
 
 
 
 
Subtract fractions with unlike denominators M 
Simplify fractions M 
Multiply fractions with mixed numerals M 
Divide fractions with mixed numerals M 
Solve word problems P 
4- Decimals 
Convert decimals to fractions M 
Convert fractions to decimals M 
Convert decimals to percentages NA 
Convert percentages to decimals NA 
Divide whole numbers by decimals  M 
Divide decimals by decimals NA 
Solve word problems P 
5- Exponents 
Multiply and divide decimals by power of ten M 
Compare exponents M 
Recommendations 
When xxx is well focused, he can be very productive. However, it is highly recommend that he 
spends more time on word problems in order to enhance his critical thinking, mathematical reasoning 
and problem solving skills. In addition, when solving word problems, he should practice the use of 
mathematical terms. Some of the objectives in decimals were not reached due to lack of time in order 
to complete the summer homework. Geometry was not targeted either due to insufficient amount of 
time. Therefore, xxx should spend more time reviewing mathematics before the beginning of the 
academic year 2012-2013. He also needs to learn to be more responsible, organized and neat which is 
critical for his everyday life. 
*Evaluation: M-Mastered      P-Progressing      NA-Not Achieved 
 
